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PROCESS CARRIED OUT BY A COMPUTER TO INTERACT WITH AN IT PROFESSIONAL 
TO BUILD A SERVICE CATALOG 




r \ 



receive and store user 
input indicating a desire 
to create a new service 



FIG. 3A 



62 



display a dialog box requesting new 
service's name 



64 



receive data defining the new 
service's name and enter 
name in a data structure 



66 



no 



display a dialog box requesting information regarding whether this is 
a new service or a change an existing service. The existing services 
are displayed as a list. Receive and store user input entered in 
response to displayed dialog. 



68 




new service or change to existing service? 



>does 




change existing 
service 



new service 



user who logged in have skills td^ 
define IT services at a low level or does 
she need assistance of predefined 
templates or building blocks 



71 



capable of defining IT 
"services at a low level 



needs assistance of 
templates or building 
blocks 



display a screen having icons or 
menu choices for each of the 
available building blocks 



73 



display a wizard or other means 
of interacting with the user to 
determine which building blocks 
the user wishes to use and how 
the user wishes to combine the 
building blocks to define a 
service 



75 



use data in the data 
structures of the 
selected building 
blocks and information 
entered about how to 
combine the building 
blocks to populate the 
fields of the data 
structure of the 
service being defined 



77 



72 



interact with user to receive and store user input 
which defines name and data type for every field 
in a data structure which by its contents defines 
an instantiation of this service 



z 



74 



no 



E 



done? 



79 



receive and store user input defining data content 
or formula that defines the value of the data to be 
stored in each field in the data structure 



76 



display dialog to set properties of each field 
and receive and store user input which sets 
the properties of each field 



5 



end: wait for further user 
input to use other tools in 
the IT service catalog 
definition process 



81 



end: wait for another icon to be 
selected to define another service or 
do some other function like defining 
schedules or service level 
agreement 



78 



FIG, 3B 




relationship icon selected? 




-no 



Lyes 



1 



display a dialog box requesting from user the name of 
the relationship pointer and to solicit information 
defining a property which restricts what kind of a 
pointer it is (points only to service or only to 
resources) and receive and store user entered 
information 



82 



receive and store user input that 

defines to which service or 
resource the pointer is to point 



84 



no 



receive and store user input that 

defines constraints that the 
particular resource or service can 

point to within the defined type 



86 




done defining 
relationships in 
heirarchy of services 




87 



FIG. 3C 



end: wait for next icon 

selection / 



no- 




88 



cost info icon\ 
selected? / 

— 

yes 

i 



service action icon 
selected? 



j end: wait for next ] 95 
I icon selection J 




display a dialog which solicits 
name of a cost information 
formula to be entered and 
receive and store user input 
giving name 



92 



98 



display a dialog box that solicits 
the name of the service action 
to be defined, and receive and 
store name data entered by user 



high level user, 
lower skill 

. — ' — > 

perform steps 
73, 75, 77, 79 
and 81 except 
building blocks 
define primitives 
needed to define 
service actions 
instead of 
services 



has this user been 
^previously determined to 
be a high level or low 
level user? 



101 




low level, high skill 



display dialog that requests user to 
enter cost formula and receive and 
store user entered input defining 
formula 



94 



next: wait for another 
icon to be selected 



96 



FIG. 3D 




V 100 

ew service action or extensions, 
of an old service action? ^ 



extension- 



new- 



display dialogs to solicit input to define 
the data structures in the new service 
action: database model; relationships; cost 
info; schedule info; fulfillment workflow; 
validation logic; approval workflow; and 
consumed resources 



106 



102 



display list of existing service 
actions and receive and store user 
input selecting one service action 
which new service action will be 
based upon. Make fields of selected 

service action available for 
definition of data structure of new 
service action with certain 
constraints 



104 



display one or more dialog boxes that solicit 
user input that define the fields in the data 
structure that define the instantiation of the 
service action and receive and store user 
input that defines the fields 
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CONFIGURATION PROCESS TO RECEIVE AND VALIDATE USER REQUESTS FOR 
IT SERVICES AND CONVERT THEM TO SPECIFICATIONS 
FOR A FULFILLMENT PROCESS 



start ^ 



122 



display IT service 
catalog 



124 



no 

service 
advisor 




determine whether to use a service 

advisor for this user 



1 

service advisor 

to be used 

. 4 

look up and display the first dialog 
box for the selected service advisor 
and display it 




126 



computer receives user's response to 
displayed question and validates answer using 

predefined validation rules stored in IT 
catalog field attributes or the service advisor 
itself. If answer is not valid, dialog is 
redisplayed (with suggestion in some 
embodiments) 



128 



each answer entered by the user is 
stored in a different variable 



based upon previous answer and 
conditional branching or a linked list 
pointer, look up and display next dialog 
box in service advisor 



130 



FIG. 7A 



132 



receive user input answer to 
displayed question and validate 

using validation rules. 
Redisplay dialog box if answer is 
invalid 



134 



FIG. 7B 



repeat the process of branching to appropriate dialog box 
based upon entered answers, displaying dialog boxes, 
receiving user input answers to posed questions and validation 
of answers and redisplaying dialog boxes if answers invalid 
until a leaf on the decision tree is reached and a specific 
service action can be recommended and storing 
recommendation of service action. It is possible that multiple 
service actions can be recommended 



136 



gather all encountered recommendations for service action 

and display 



138 



computer automatically fills in all fields of data structures 
of all recommended service actions using validated data 
entered by the user in response to questions posed by the 
service advisor dialog boxes 



140 



computer solicits user to fill in any fields including 
relationship fields of the data structure(s) of the 
recommended service action(s) and receives data user enters. 
In some embodiments, the computer automatically validates 
new data entered by user using validation rules stored in 
attributes of fields user is filling in. Valid data is stored in 
the appropriate field. Invalid data is rejected and the user is 
given another chance to enter valid data. Output of validated 

completely filled out service request that contains bill of 
materials, cost estimates and workflow/task lists for approval 
and fulfillment processes. 



142 



THRESHOLD APPROVAL PROCESS TO OBTAIN MANAGEMENT APPROVAL 
FOLLOWED BY FULFILLMENT PROCESS TO GENERATE WORKFLOWS TO BRING 
INSTANCE OF REQUESTED SERVICE INTO EXISTENCE 



start threshold 
approval process 



150 



computer "runs" the approval workflow ) 
loaded in memory: fulfillment process 

accesses the data structure(s) of one or 
more service action(s) that create an 

instance of the desired service, Jooks up 
the approval workflow(s) 



data structure of the workflow(s) loaded V 54 
into computer's memory 



computer executes the steps of the 
approval workflow(s) by assigning any 
manual tasks to the IT professional 
desginated in the approval workflow 
and receiving therefrom. The 
computer keeps track of which 
automatic steps have been accomplished 
and can generate a status report at any 
time 



156 



c 



all necessary 
approvals 
obtained? 

\ 

yes 

start fulfillment 
process 




find the next approval 

workflow in the 
heirarchy and load it 



160 



162 



find appropriate fulfillment workflow 



164 



FIG. 8A 



load fulfillment workflow into 
memory 



166 



z 



execute fulfillment workflow by following pointers to sets of 
instructions that implement each step and executing those 
instructions using any required data stored in fulfillment 
workflow data structure. Any manual steps are assigned to IT 
professionals designated in fulfillment workflow. Availability of 
an IT professional having the requisite skill set, and availability 

of the required resources are checked in the preferred 
embodiment. Any statements in the fulfillment workflow which 
designate the type and how much of the physical and logical 
resources in inventory that will be consumed by each step are 
added to allocated bill of materials. 



168 



receive feedback data on time to accomplish each step 
and whether step was finished and record. Keep 
track of cost, time and completion status of each 
manual and automatic step of the fulfillment process 
and generate status report on state of completion if 
so requested 



170 



5 



compare stored cost and time to complete data for 
each step of fulfillment workflow and compare to 
estimated cost and time to complete in data 
structure of service action and store results of 
comparison for later off-line report generation 



171 



follow pointer 
to next 
fulfillment 
workflow in 
heirarchy 



175 




2 



yone executing all fulfillment 
workflows in service action 
heirarchy? 




173 



yes 



FIG. 8B 



